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ACTION REQUEST

Date:  March 20, 2008

FROM: Public Service Commission Due: 04/21/08

SUBJECT:__Formal Complaint: Francis vs. Questar Gas Company; 08-057-07

(Company Name, Case Number, etc.)

This is a request for the Division to conduct:
Review Tariff Compliance
Analysis of Complaint
Investigation

X Other

EXPLANATION AND STATEMENT OF ISSUES TO BE ADDRESSED

03/20/08

08-057-07

(1) FORMAL COMPLAINT In the Matter of the Formal Complaint of Francis Against Questar
Gas Company




08-051-0)

Heber M. Wells State Office Building

i 720 A 8 Ygh'Bast 300 South, Fourth Floor
0 WR 20 A E 39 { 4fh@sls
Salt Lake City, Utah 84145
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Name of Complaint:

The utility being complained against is: (Q\,L.ﬁ,";‘k“a\r Ga %

What did the utility do which you (the Complainant) think is illegal, unjust, or improper? Include exact
dates, times, locations and persons involved, as closely as you can.
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Why do you (the Complainant) think these activities are illegal, unjust or improper?
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What relief does the Complainant request?
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VT

Signature of Complirant ___ SR

Dated: - /S'C)g




Complaint Form

SRR

Questar Gas

[ received my regularly scheduled Questar Gas bill in the mail on Wednesday, the
12 of March, 2008. I opened it up and the account summary stated that I owe $708.86
{$110.38 for regular, and $656.41 for corrections) due by March 28, 2008. I felt that this
was absolutely improper and unjust to make a customer aware of such a large balance by
adding the large corrections to my regular bill with no warning, not even a phone call.
This was a correction on my bill due to faulty equipment used by Questar Gas {o monitor
my gas usage, according to Questar Gas. Because of negligence on the part of Questar
Gas, | have been placed under an unjust financial burden by no fault of my own. 1use
the word negligence because the problem with the trasponder dates back to 4 years ago,
and only now are they correcting the problem. Iimmediately called Questar Gas
Wedneday, March 12, 2008 but they were closed. I called them twice on Thursday
March 13, 2008 and they called me a few times where I talked with Domenick DeCaria
and twice with his supervisor. After the first call to Questar Gas, I called the Public
Service Commission to get them involved as well. Questar Gas offered to set me up ona
payment plan which I declined because of the financial burden that would place me
under. After the final call with the supervisor at Questar Gas no further help was being
offered me so | called the Public Service Commission and filed a formal complaint. I
waited until Monday March, 17, 2008 to request the formal papers for a complaint
dispute.

I feel that it is improper, unjust, unethical, and illegal to place me under such a
financial burden because of faulty equipment and negligence on the part of Questar Gas
and request that the corrections of $656.41 be removed from my account balance.
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3 18/2008

was not working. ‘annot pay this because he is on a very tight income. They told him he could pay $30 per month for
o ?wo years - he just does not have the money.

{Attached is the letter that | sent to SIS

Completed by Linda
iKizerian on 3/18/08.

4March 18, 2008

Dear I

;This letter is in response to your recent call to the Division of Public Utilities regarding your gas account at the above address. |
Jappreciate the opportunity to respond to your concerns.

1Our gas meters are read each month through a transponder; a small radio receiverftransmitter that sends meter reads to a radio-
dequipped vehicle. On 02/28/08, during a routine inspection of the gas meter and transponder, it was discovered that the meter index
iread 5381 and the transponder read was 3916. The difference, 1,465 CCF of gas, had gone through the meter but had not been
ibilled. It's important that you understand that the transponder wasn't “defective or malfunctioning”. It was discovered that the
‘eounting mechanism was set incorrectly when the transponder was installed and the transponder was only recording haif of the

ctual usage each month. The transponder has been reprogrammed and will now record gas usage at the same rate as the meter
, Adex. During the time when the transponder was under-recording the gas usage, the meter index continued to record accurately.

[The Public Service Commission Rules aflow Questar Gas Company te correct the bilting for 24 months in the case of underbilling.
{We corrected the bills from the time you started service on 02/17/06 through 02/23/08. {'ve enclosed a copy of the Public Service
iCommission Rule that addresses a “backbil”. You are also entitlied to the same number of months o repay the debit adjustment. |




understand the billing representative that you spoke with offered to set your account on the Budget Ptan for $56.00 a month. The
Budget Plan takes your estimated annual gas usage and divides it into 12 monthly payments. The debit balance on your account is
. feurrently $598.48. If | change the repayment time period to 30 months, the monthly installment would be $20.00, for a total monthly
ayment of $76.00. While the Budget Plan installment amount may change based on gas usage, the repayment installment will
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?For your information, I've enclosed a brochure for the HEAT Program. This program offers assistance on utility costs for qualified
lindividuals. Please take a minute and review the information.

LR
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41 apologize for the inconvenience this has caused. Unfortunately, with the introduction of new technology, there often are a small
_‘gnumber of unanticipated problems. As this came to our attention, we've stepped up inspections in an effort to identify any existing
rrors as quickly as possible. If you have further questions or concerns, you may contact me directly at (801) 324-3310.

iSincerely,

iLinda Kizerian
4Consumer Affairs

“Ce: Division of Public Utilities
ZEnclosures




